








A. Placement and Coordination 
During Industrial Placement in Wyndham Casablanca Jakarta the writer placed in 
Concierge Department (Bellman and Guest relation Officer) for four months and Operator 
for two months. There the writer challenged to have the best decision in a short time and 
make it efficient. While doing Industrial Placement program, the writer coordinates in a daily 
basis with following divisions: 
1. Concierge and Dispatcher 
 About the taxi availability, giving information about guest arrival list for the next day. 
2. Concierge and Airport Representative  
 Giving information about guest arrival data for tomorrow. 
3. Concierge and Front Desk Agent 
 Giving information about room status example Vacant Clean, Vacant Dirty, Occupied. 
Restock supplies of Front Desk Agent needs example paper, pen, etc. Information 
center when guests want to move rooms, luggage in/out, Safe Deposit Box locked, 
delivering guest document or packages and also newspaper delivering. 
4. Concierge and Store man  
a) Provide the list needed for complimentary product (beverages or welcoming cake) 
for the executive lounge.  
b) Provide amenities stock such as ; paper, pen, key cover , etc to Front Desk Agent. 
c) Provide amenities stock such as ; duct tape, luggage tag, etc to Concierge division. 
5. Concierge and Business Centre  
Information center when guests want to move rooms, luggage in/out, Safe Deposit Box 







6. Concierge and Sales Marketing  
Assist guest to meet the Sales Marketing Team to do the hotel inspection or meeting 
room inspection. 
7. Concierge and Hotel Restaurant / Banquet  
Assist guests directly to the restaurant or banquet team. 
8. Concierge and Security  
Coordinating each other for moving guest luggage using the trolley to the guest 
vehicle. 
9. Operator and Front Desk Agent 
Giving information about room status example luggage down, cash basis, incognito. 
10. Operator and Housekeeping 
Giving Information about guest asking for making room, additional amenities. 
11. Operator and Sales Marketing 
Connecting guest/customer for booking meeting room. 
12. Operator and Reservation 
Giving Information about guest reservation. 
B. Job Description  
1. Bellman 
To implement assignment related to Front Office Department Promotes the desired 
work culture around the 6 basic values of Look at me, Smile at me, Talk to me, Listen 
to me, Thank me, and Do it fast. 
a. Ensure brand service standards are consistently practice 
b. Meet and greet every hotel guests that enter/leave the hotel warmly facilities 
c. Responsible for escorting the guest to their room and explain all the hotel facilities 
d. Responsible to deliver guest luggage, messages, faxes, and packages to the guest 
and to undertake various other requests in order to ensure guest comfort. 
e. Responsible to assist every guest luggage from the room to the lobby and ensuring 





f. Responsible to assist every guest if they need a transportation service, newspaper, 
tour, and etc. 
g. Responsible to keep the lobby area clean and tidy 
h. To Ensure all the luggage has been stored safely in the storage room according to 
prescribed procedures 
i. Be fully aware of what functions/meeting event are going in the hotel 
j. Maintain detailed knowledge of all facilities and service offered by the hotel 
k. Provide gracious, attentive, and friendly service 
l. Responsible to raising (morning) and lowering (afternoon) the flag 
m. Must follow the working schedule properly and if there any changes should be 
reported and approved by superior or manager 
n. Maintain a good communication between other shift or colleagues to prevent missed 
communication (Exp, Writing all the information to the log book) 
o. Ensure Cleanliness of work area and clean work area prior to departure 
2. Concierge 
a. Welcome customers upon entrance and confirm reservations 
b. Act as the point of reference for guests who need assistance or information and 
attend to their wishes and requirements 
c. Understand customer’s needs and provide them with personalized solutions by 
suggesting activities and facilities provided by the hotel 
d. Acquire extensive knowledge of the premises and the nearby venues and 
businesses to make the most suitable recommendations 
e. Arrange events, excursions, transportation etc. upon request from hotel residents 
f. Answer the phone and make reservations, take and distribute messages or mail and 
redirect calls 







3. Guest Relations Officer  
a. Review arrival lists to welcome guests 
b. Attend to special guests (e.g. VIPs) and answer their inquiries 
c. Help prepare welcome folders with collateral (e.g. room service menus, area 
descriptions) 
d. Provide information about amenities, area and venues and promote services 
e. Anticipate guest needs and build rapport with customers 
f. Offer assistance with certain tasks (e.g. confirming travel arrangements, taking 
messages) 
g. Address customer complaints and escalate to Guest Relations Manager when 
needed 
h. Record information in the logbook daily 
i. Ensure compliance with health and quality standards 
4. Operator 
a. Answers incoming calls 
b. Directs call to guest rooms, staff, or departments through the switchboard or PBX 
system 
c. Places outgoing calls 
d. Receives guest messages and deliver the same to the guest 
e. Logs all wake-up call requests and performs wake-up call services 
f. Provides information about hotel services to guests 
g. Understand the telephone operator board or PBX switchboard operations 
h. Provides paging services for hotel guests and employees 
i. Knows what action to take when an emergency call is required 
j. Monitors automated systems including fire alarms and telephone equipment when 
engineering and maintenance department is closed 
k. Assists in reporting telephone equipment or service complaints and problems 
l. Following telephone etiquette 
m. Trains or assists with training new telephone operators in performance of job duties 





o. Multitasking abilities will always come in handy, because a switchboard operator 
may be asked to do other jobs as well 
p. Must be polite and courteous while answering the phone 
q. Open and close telephone functionality on the hotel front office software 
r. Keep records of calls placed and received by all departments and recording the call 
charges 
s. Setup conference calls in different locations and time zones 
t. Update directory information on the front office software 
u. Provide relay service for hearing-impaired guests 
v. Provides a paging service for hotel guests and employees. Process guest wake-up 
calls 
5. Airport Representative 
a. Handling guest arrival with pick up request, and arrange the transportation.  
b. Assist with guest luggage as and when required.  
c. Give all hotel facilities information to the guest and assists them in to the car. 
6. Reservation  
a. Dealing with guests over the telephone 
b. Taking and inputting reservations 
c. Negotiating rates in hotels 
d. Upselling, or offering a more expensive room to the customer. 
7. Front Desk Agent 
a. Greeting and thanking guests in a sincere, friendly manner. 
b. Checking guests in on arrival and out on departure. 
c. Posting charges to appropriate guest accounts. 
d. Anticipating and addressing guests' needs, and resolving their problems and 
complaints. 
e. Assisting guests with disabilities. 
f. Operating switchboard and assisting with inquiries. 





h. Collaborating and communicating with other internal departments to ensure guest 
satisfaction. 
i. Complying with company procedures and safety policies. 
j. Performing duties on daily checklist. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
